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Canada 


October, 1973 


His Excellency, 
The Right Honourable Roland Michener, C.C., C.D., 
Governor General and Commander-in-Chief of Canada. 


May it please Your Excellency: 

As Minister responsible for Information Canada, I have the 
honour to submit to Your Excellency the Annual Report of 
Information Canada for the fiscal year ended March 31, 1973. 


Respectfully submitted, 


John Munro, 
Minister of Labour. 


Ottawa, Canada 


Director 
General's 
Summary 


Information Canada devoted much of its effort 
during the past fiscal year to the regionalization 
of certain of its operations so as to make more 
information about federal government policies, 
programs and services more easily accessible to 
more Canadians. 


This is reflected particularly in the activities of 
the Regional Operations Branch and the Publishing 
Branch, both of which embarked upon programs and 
activities designed to make the agency's 
information services more closely aligned to 

public need and interest. 


As part of an ongoing program that will see an 
Information Canada enquiry centre in every 
province by the end of the 1973-74 fiscal year, 
the Regional Operations Branch opened offices in 
Montreal, Toronto and Vancouver. With the number 
of public enquiries now being received by 
Information Canada at a rate of more than 500,000 


per year with an average annual increase of 
approximately 20 per cent, there is strong 
evidence of a persistent and growing need for 
such coordinated sources of information. 


Of great significance for the future are two 
experimental development projects initiated by 
Regional Operations to expand public information 
services beyond the urban centres. This involved 
sending mobile information officers into rural 
areas of Nova Scotia and Manitoba -- areas 
previously unreached by most federal government 
information facilities -- to work in support of 
all federal agencies in those regions. 


It is interesting to note that currently, only 
six out of 44 major departments and agencies have 
their own information staff outside Ottawa. The 
work of these mobile officers, then, will not 
only strengthen immediately the presence and 
effectiveness of a number of federal regional 
offices, but ultimately, it is hoped, lay the 
groundwork for an ongoing program that could 
rationalize and reduce the possibility of 
proliferation of regional departmental information 
services for all 44 departments. 


In a move to expand and decentralize its 
bookselling operations and provide improved 
service to the public, the Publishing Branch 
contracted with a number of qualified private, 
commercial booksellers to act as non-exclusive 
Information Canada authorized agents in various 
parts of the country. 


The Publishing Branch also underwent an internal 
reorganization that resulted in improved customer 
service, particularly in the area of mail order 
sales. Processing has been streamlined to the 
point where average turn-around time is now five 
days, which represents a very great reduction. 


Following a study by the Special Projects Branch, 
created in the spring of 1972 to examine means of 
increasing efficiency of certain Information 
Canada services, credit card privileges were 
provided to mail order and bookstore customers 

in August 1972. Procedures were further relaxed 
by introducing a system of "good faith credit" 
for orders of up to $5.00 in value. This was an 
important factor in speeding up order processing. 


In cooperation with the Treasury Board Secretariat, 
Information Canada also commenced during the year 

a review and modernization of the current 
government publishing policy. 


As in previous years, the Communication Services 
Branch was able to provide qualified personnel 
and resource assistance to other departments on 
request. But it also initiated a number of 
original projects designed to increase Canadians' 
knowledge of federal programs and services and, 
through the Federal Identity Program, made the 
presence of the federal government more readily 
recognizable throughout Canada. 


A large part of the daily work of this branch 
involved contact with other government departments, 
which helped to improve the all-important channels 
of communication within the entire federal 
information service. 


During the year, the Expositions Branch designed 
more than 150 different exhibits and displays 
for some 58 departments and agencies, all aimed 
at increasing knowledge of Canadian achievements 
both at home and abroad; and a number of them 
award-winning projects. 


As outlined in the preceding paragraphs, the 
services provided by Information Canada can be 
divided into two broad categories: those offered 
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direct to the public, namely through the 
bookstores, enquiry centres and, since March, 

the mobile information officers; and those offered 
direct to other government organizations, namely 
through exhibit and resource assistance services. 
Much of the agency's work is carried out by the 
more than 340 employees inherited from existing 
operations that were taken over by the agency 
when it was created. 


At the end of the fiscal year under review, 
considerable progress had been made in both main 
areas of service. And it is expected that 

analysis of the regionalization work in Manitoba 
and Nova Scotia will show not only that effective 
channels for getting federal government information 
to Canadians have been created but also how 
Information Canada can proceed more effectively 
with the carrying out of its mandate. 


oe 


Guy R. D'Avignon 


Communication 
Services 


During the past fiscal year, the activities 

of the Communication Services Branch were 
carried out in three main areas: providing 
personnel and resource assistance on request to 
other government departments and agencies and to 
other sections of Information Canada, to help 
them develop or implement information programs; 
coordinating the information aspect of programs 
involving more than one department; and 
initiating original projects designed to 
increase the citizen's knowledge of federal 
programs and services. 


Professional Assistance 


Professional services provided by the branch to 
other departments and agencies without 
information establishments of their own include, 
among others: for several months assisting in 
preparations for the Commonwealth Heads of 
Government Meeting to be held in Ottawa in 


August 1973 (Communication Services officers 
supervised the initial design requirements for 
publications and other print materials to be 
distributed to the delegates and media 
representatives at the meeting and coordinated the 
installation of an enquiries kiosk, an Information 
Canada bookstore and film-viewing facilities in 
the C.H.G.M. Media Centre); preparing an 
advertising campaign on the government's official 
languages policy; and, in preparation for the 
October 1972 elections, helping the Office of the 
Chief Electoral Officer plan an information 
program designed to inform Canadians of their 
rights and obligations under the Canada Elections 
Act. 


The following examples deal with assistance 
given to federal departments and agencies which 
have their own information services but needed 
additional staff for special projects. 


One information officer was assigned to the 
Department of Finance to arrange the distribution 


of the Gray report on Foreign Direct Investment 


in Canada. 


Treasury Board Secretariat requested the 

services of an officer to work on two projects 
dealing with the 1972 budget: one to help with 
basic information work and the other to supervise 
the preparation, production and distribution of 
the department's first major economic review, 
designed to be used as a backgrounder for the 
budget proposals. 


Two officers assigned for a total period of 

nine months to the Secretary of State Department 
played key roles in the information aspects of 
the department's "Summer '72" program for young 
people. 


At the request of the Post Office Department, an 
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information officer edited two stamp catalogues 
which went on sale just before Christmas 1972. 


At the request of the Department of External 
Affairs, a comprehensive list of all sources of 
scientific and technical information in Canada, 
whether private or governmental, was compiled 
for the Agence de Coopération Culturelle et 
Technique. 


Special Study 


Following a study by Information Canada on the 
employment of Indians in the sugar beet fields 

of southern Alberta, an information officer 

from Communication Services was seconded to the 
Regional Operations Branch to implement one of the 
recommendations of the study -- the hiring of 

a native person to answer workers! questions on 
housing, welfare, etc., questions which cross a 
number of departmental lines. 


The same officer was assigned the task of 
setting up regional structures in Manitoba, 
Saskatchewan and Alberta and the supervision of 
Information Canada's mobile officers in 
Manitoba (see Regional Operations). His work 
in this area involves daily contact with the 
various federal departments. 


Coordination Activities 


The Communication Services Branch is not only in 
a position to provide qualified staff to 
individual departments and agencies, but also 
coordinates, on request, information programs 
involving more than one department. 


At the request of the Department of Public Works, 
an officer was assigned to coordinate the 
information programs for the 23rd Congress of 
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the Permanent International Association of 
Navigational Congresses that will draw 600 
delegates from 40 countries to Ottawa in July, 
1973. As chairman of the information and 
advertising subcommittee for the congress, he 
will direct the work of representatives from 
seven departments and agencies. 


Another major coordination project of the 
Communication Services Branch is the Federal 
Identity Program, now regarded as the largest 
such corporate identity program in the world. 
During 1972-73, the "bar and leaf" federal 
symbol (first introduced by the government in 
1970) was adopted by 25 more departments, agencies 
and Crown corporations. Thus, by the end of 
the fiscal year, 47 government organizations 
were using the simple, standard federal mark, 
for purposes of identification. In addition to 
administering this program, in cooperation with 
an interdepartmental advisory committee, the 
small FIP group was frequently requested to 
provide a design advisory service to many 
departments and agencies. Major projects 
included the design for federal government 
identification on 2,000 railway hopper cars for 
the Canadian Wheat Board; helping the national 
parks with their signage program; re-designing 
government cheques and forms for the Department 
of Supply and Services; helping the Post Office 
Department with its overall corporate image 
program and the design of signage for federal 
buildings. 


Officers of the Communication Services Branch 
served on various interdepartmental committees 
during the year, including the Interdepartmental 
Committee for the 1976 Olympics, the committees 
for the "Summer '73" student program and Treasury 
Board committees on employee orientation and 
French-language units. 


Initiative Programs 


As mentioned earlier, the branch is also 
responsible for the production of original 
material designed to increase Canadians' 
knowledge of federal programs and services. 

One project was the completion of a series of 
14-minute modular films dealing with such 
important social issues as ecology, leisure, the 
city, the status of women and old age. For 
primary use by private television stations 
associated with the Canadian Association of 
Broadcasters, they are designed to serve as 

the core for public affairs programs, to 
encourage discussion on questions of importance 
to Canadians and thus enable the government 

to better assess the opinions of Canadians on 
certain problems and the federal programs 

and services developed to solve them. These 
films will also be available for secondary 

use by educational television, cablevision 

and other community organizations. 


Recognizing that a need existed for one basic 
publication to enumerate the broad range of 
services the federal government provides direct 
to the citizen, work was commenced on the 
compilation of a series of citizens' guides to 
government services. In draft form by the end 
of the fiscal year, the series gathers together 
information already available from a variety of 
sources, and presents it under headings covering 
such everyday preoccupations as employment, 
social security and consumer affairs rather 
than under departments and agencies. The 
departments and agencies concerned supplied the 
research material and approved the text. It is 
expected this series will be available for 
distribution by the fall of '73. 


Another publication, Federal Services for 
Business, which was nearing completion at the 
end of the fiscal year, describes the services 
offered to the Canadian business community at 
home and abroad by 22 federal departments. 
Formerly published by the Department of Industry, 
Trade and Commerce, this book has, at their 
request, now become the responsibility of 
Information Canada, in view of its role as a 
coordinator of information when more than one 
federal department is involved. Release is 


scheduled for the fall of '73. 


Communication Services staff also produced 
Information Canada's third Survival Kit, aimed 
at students from out-of-town who are working 
in federal government jobs in Ottawa for the 
summer. 


Information Canada's 1972 Summer Exhibit Program, 
a modified version of last year's, was supervised 
by this branch. 


Expositions 


The Expositions Branch creates and presents 
exhibits at home and abroad for government 
departments and agencies. Again this year, the 
high quality of content and design served to 
enhance Canada's image and increase knowledge 
and understanding of many aspects of Canadian 
life. 


The Expositions staff, 197 in all, created 

153 domestic and international exhibits for 

58 government departments and agencies during the 
1972-73 fiscal year. International exhibits 
accounted for approximately two-fifths of that 
number. 


Abroad 


The focal point of activity during the year was 
the Canadian Trade Exposition in Peking, with 
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representation by 210 Canadian companies. 

The Honourable Mitchell Sharp, Secretary of 

State for External Affairs, represented the 
Canadian government at the opening ceremonies. 

The fair was visited by an average of 22,000 
people per day -- including Premier Chou-En-Lai -- 
during the two-week period. 


Expositions was involved in two other major 
exhibitions during the year. At the Third 
Annual Asian Fair, held in New Delhi in November 
and December, the attractive Canadian pavilion 
drew crowds of 70,000 or more per day to see a 
cross-section of products presented by 10 
Canadian companies. The travelling exhibit 
"Reflets du Canada" on the canal barge MV Canada, 
a special pilot project started in the previous 
fiscal year, at the request of the Department 

of External Affairs, attracted 95,385 visitors 
during its 128-day tour of France, Belgium 

and the Netherlands. 


At home 


Many months of preparation are essential to the 
success Of exhibit projects. For example, 
Expositions' researchers and designers worked 
during the year on exhibits for the RCMP 
Centennial celebrations. Three geodesic domes, 
to open in Ottawa, Winnipeg and Vancouver in 
May, 1973, will illustrate the story of the Force 
in its historical as well as contemporary role. 
These exhibits will be supplemented by two 
mobile units for international display, one in 
Europe and the other in the United States and 
Australia. Sixteen portable displays containing 
video tape replay units will show a story of the 
Force, "The Myth and The Reality", to audiences 
across Canada. 


Awards 


In the course of its continuing effort to find 
new and effective ways to stimulate awareness 

and appreciation of Canada, Expositions won 
awards for posters, graphic and exhibit designs 
during the year. The honours include: one 
Communication Arts '72 Award of Excellence, two 
Creativity '72 Awards of Distinction, two Graphica 
'72 Silver Medals, a special award for best 
exhibit for the Canadian Government Travel Bureau 
at the World Meeting and Exposition Planners 
Congress held in Chicago, and an award for best 
exhibit for the Department of Industry, Trade 

and Commerce at the 'Exposicion Internacional 
Forestal E Industrias Afines' in Buenos Aires, 
Argentina. 


Photothéque Services and "Fotomedia" 


Information Canada's Photothéque service, also 
the responsibility of Expositions, maintains an 
up-to-date collection of more than 300,000 
photographs of Canada and Canadians and arranges 
photographic assignment services at the request 
of other government departments. The unit has 
700 regular customers and has worked with nearly 
all government departments and agencies during 
the year. 


Photothéque's new photo story service has 
achieved considerable success. A total of 85 
"Fotomedia" stories were used by 35 newspapers 
and magazines in Canada and abroad, including 
full-page and some two and three-page feature 
spreads in major newspapers. An additional 272 
"Fotomedia" stories -- with texts in German and 
Spanish as well as English and French -- were 
requested by the Department of External Affairs 
for distribution to its posts abroad. 


Publishing 


The Publishing Branch concentrated its efforts 
on internal reorganization during the past year. 
Major results, particularly in the areas of 
order-processing, publication procurement and 
marketing have produced a streamlining of 
operations and thus improved customer service. 


Improved Service 


After study by outside consultants, the functions 
of key units of the branch, i.e., mail order, 
warehousing, distribution and stock-control, 

were combined into an operations division with 
full responsibility for the processing of all 
orders from private citizens, bookstores, 
associations, etc., for Canadian and international 
organizations' publications and periodicals. 


The reorganization in this area has eliminated 


any previous duplication of functions and has 
improved service to the point where 90% of all 
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orders are now processed within two to three days 
and dispatched to customers within a week. 


To centralize the publication procurement 
functions of the branch, three separate divisions 
-- Canadian publications, cultural publications 
and international organizations' publications 

-- were combined into one operating unit 
responsible for all purchasing activities. 


The introduction of credit card privileges and 

a "good faith credit" system that allows mail 
order customers to receive up to $5.00 worth of 
publications on short-term credit, provided they 
are not indebted for previous purchases, were 
other means to improve service. 


Marketing 


During 1971-72 the marketing activities of the 
branch were carried out on a limited scale. The 
past fiscal year, however, saw action taken to 
expand and decentralize bookselling operations. 
Arrangements were made with approximately 50 
private commercial booksellers in Canada to act as 
Information Canada authorized agents for the sale 
of Canadian government publications in their area. 
These are not exclusive agencies. In return for 
agreeing to stock a certain number of publications 
and allocate space for their display, these 
booksellers are given special discounts, although 
it should be noted here that any bookstore can 
stock and sell federal government publications. 

It is expected that by March 31, 1974 some 125 
authorized agents will have been appointed. These 
expanded operations will result in a significantly 
high increase in sales and better service to the 
public. 


Another step in the marketing decentralization 
process was the appointment of two of three 


regional marketing managers who will have 
responsibility for three distinct areas of the 
country -- the Atlantic Provinces and Quebec, 
Ontario, and the Prairies and British Columbia, 


Publishing officials attended a number of 
consumer and trade fairs during the year as 

part of a continuing program to expand markets 
abroad for Canadian government publications. 

The 'Foire internationale du livre' in Brussels 
and the Frankfurt Trade Fair were the major ones 
attended. Plans are underway for participation 
in forthcoming fairs. 


Inventory Control 


The Publishing Branch launched an inventory 
control and disposal program on January 3, 1973. 
The purpose of this program is to cull out all 
obsolete, non-saleable, or surplus publications, 
thereby reducing stocks to manageable levels and 
saving considerable warehouse space and handling 
costs. When the operation began, the official 
computer listing showed 70,000 items in the 
Canadian publications inventory and 17,000 in the 
international publications inventory. Using 

the "Condemnation Board" procedures provided 

by Treasury Board policy, 55,000 obsolete or 
surplus publications had been removed from the 
Canadian inventory by the end of the fiscal 
year. When the program is completed, the 
inventory of Canadian publications will be 
reduced to about 10,000 active titles and the 
international inventory to 5,000. 


Daily Checklist and Catalogues 


Major changes were made within the departmental 
library during the past fiscal year. The daily 
checklist and monthly and annual catalogues 
underwent complete changes in format to make them 


more attractive, easier to read and more 

practical to use. Automation of the cumulative 
listings of the library's publications now permits 
faster, easier retrieval and sorting of material 
for production of the monthly and annual catalogues 
and any other cumulations desired. 


It is hoped that continued experience with the 
new automated system will lead ultimately to 
retrieval of publications by subject matter. 


Co-publishing 


Information Canada's Publishing Branch is 
responsible for implementing the co-publishing 
policy announced by the government during 1972-73 
and to this end it held a number of discussions 
to develop the procedure and type of contract 
that will be required for any co-publishing 
ventures between government and private industry. 
It is expected that during the next fiscal year, 
co-publishing will develop into normal procedure 
for the productien of a number of non-parliamentary 
publications. 


Regiona | 
Operations 


Regional Operations was set up as a new branch 
in September, 1972, with responsibility for the 
enquiries service, indexing and reference, 
retail bookstores, research and evaluation and 
a new program development unit. The major 
efforts of the branch during the year were 
aimed at regionalizing Information Canada's 
services to reach a greater proportion of the 
Canadian population and at reorganizing and 
improving services already being provided. This 
reorganization will also provide the necessary 
support for the expanding regional services. 


Extension of Services 


The year 1972-73 saw Information Canada extend its 
services into three additional major urban areas 
and, more importantly, begin to reach out beyond 

the cities to some of the rural districts previously 
unreached by most government information services. 
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With the Ottawa and Winnipeg facilities already 
operating, the opening of new Information 

Canada enquiry centres in Montreal, Toronto and 
Vancouver and the Halifax service ready to start 


up, Information Canada had, by the end of 1972-73, 


the basic elements of an enquiry network 
designed to reach ultimately into every 
Canadian region. 


During 1972-73, field representatives were 

hired to do research and groundwork for 

proposed information centres in those proyinces 
where they do not yet exist. The two officers 
working in Alberta and Saskatchewan report to 
the Winnipeg centre. And the field officer 
working in Newfoundland, and another to be hired 
shortly to work in New Brunswick and Prince 
Edward Island with assistance from the New 
Brunswick NewStart program, are both to report 
to the new Halifax centre. This has resulted in 
the designation of both the Winnipeg and 

Halifax centres as regional offices. 


The Newfoundland Public Libraries Board 
continued to assist in the sale of federal 
government publications as well as answering 
queries on the programs and activities of the 
federal government. 


Enquiry Volume 


During the fiscal year the five fully 
operational Information Canada enquiry centres 
handled a total of 355,080 requests for 
information. The Ottawa centre handled the 
largest single volume, with an average of 

10,078 per month, followed by the Toronto centre 
with an average of 9,536 per month -- 70% of 
which were telephone enquiries. Montreal, 
Winnipeg and Vancouver answered an average of 
3,891, 2,005 and 2,426 enquiries a month 


respectively. In these three centres more than 
80% of all enquiries were by telephone. 
Approximately 49% of all enquiries are able to be 
answered satisfactorily in two minutes or less. 
The average time to answer a telephone query is 
8.9 minutes, while response time for written 
enquiries is an average of seven days. 


The total enquiries figure does not include the 
147,000 telephone calls for information about 
publications handled by the six Information 
Canada bookstores. Each bookstore carries an 
average of 6,000 titles and has access to another 
54,000. 


Support Back-up 


The sheer volume of enquiries handled by the 
Information Canada centres made it necessary to 
reorganize the back-up or reference service 

to provide speedier and more efficient support. 
-The indexing section was reorganized to handle 
the cataloguing of all free and priced 
publications available from federal departments. 
At the same time, the entire reference system was 
revised to include publications coming from the 
government publisher, government acts and 
regulations and information on federal government 
programs and contacts. A liaison section was 
established to build up the indexing information 
bank, determine what is available in terms of 
government information sources and develop 

new reference tools. This section also helps 
the regional offices define their information 
needs and tries to orient reference material 

to satisfy those needs. Finally, a production 
and distribution section was set up to handle 
the printing and distribution of reference 
material, for use by Information Canada 
enquiries officers. 


Development Projects 


In March, 1973, pilot projects were launched in 
Manitoba and Nova Scotia as part of Information 
Canada's effort to improve the quality of 
communication between the federal government 

and those Canadians living outside the major 

urban centres. The projects are designed to make 
maximum use of existing regional information 
resources and programs while providing professional 
information support to those federal government 
departments requesting it. 


In January, Information Canada's Director General 
sent a letter to the deputy ministers of all 
departments with offices in Manitoba and/or 

Nova Scotia to explain the projects and seek their 
cooperation. The letters were followed up by 
Information Canada's senior regional officers, 
who visited local departmental representatives to 
see in what specific areas cooperation could take 
place. And by the end of the fiscal year, an 
advisory information committee -- made up of 
departmental representatives and Information 
Canada regional officers -- was being set up in 
each of the test provinces to ensure close 
cooperation and coordinated development of 
information programs. 


By March 30, the training of six mobile information 
officers for Nova Scotia and six for Manitoba had 
been completed. 


The Public Service Commission took part in the 
hiring process and federal departments located in 
the two provinces were consulted as to their 
location and activities. 


Working in areas outside the mainstream of federal 
government communications, these officers have 
as their assigned task the creation of information 
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networks that can be used on a continuing basis. 
The key factor in building up such a network is 
the utilization of existing resources, whether 
other federal regional offices or local community 
organizations. 


Through these development projects Information 
Canada will be able to answer departmental 
requests for support with information activities 
and suggest relevant information programs when 


and where the need for such programs is perceived. 


During the test period (March - September, 1973), 
monthly reports will be submitted to Treasury 
Board. After September a survey will be 
conducted by an independent research firm to 
analyze the effectiveness of this mobile 
information approach. Initial evaluations and 
feedback from the departments and the public have 
been very favourable. 


Bookstores 


Six Information Canada bookstores are situated 
in the same cities as the information centres, 
sometimes under the same roof, sometimes in 
separate locations. Previously under the 
jurisdiction of the Publishing Branch, they 
became part of Regional Operations in March, 
‘972. 


It should be noted here that Information Canada 
decided during the past fiscal year not to open 
any additional Information Canada bookstores. 

All expansion of the agency's bookselling 
operations is taking place through the Publishing 
Branch's program of appointing authorized agents. 
(see Publishing). 


Research and Evaluation 


A number of studies were initiated and/or 
conducted by the research and evaluation section 
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in 1972-73. Topics studied included youth 
attitudes towards governments; people's interest 
in government and ways of communicating to meet 
this interest; the usefulness of mobile officers 
(especially in non-urban areas) as sources of 
federal government information; information 

needs of Canadians of ethnic origin, businessmen 
and all Canadians in respect to economic matters; 
awareness and use of Information Canada's enquiry 
service and bookstores and the effectiveness of 
federal government exhibits at large Canadian 
fairs and expositions. 


On behalf of other departments, evaluation 
surveys were conducted on the effectiveness 

of the public information program conducted for 
the government's "Canada Works" program in 
1971-72 and the Department of National Health 
and Welfare publication On the Road for young 
people travelling in Canada. 


Other studies initiated but not completed in 
this period included research conducted in 
Manitoba and Nova Scotia to determine the nature 
and most acute areas of information needs. The 
results will help place the mobile information 
officers so that Information Canada's manpower 
and facilities are used to best advantage. 


Special 
Projects 


In the spring of 1972 a Special Projects 
Directorate was created with specific 
responsibility to carry out a number of unique 
studies and activities in support of Information 
Canada's program of policy, priority and 

activity reappraisal. As projects were completed, 
they were turned over to the operating 
directorates for implementation. 


The activities of the Special Projects 
Directorate during the year fell into two broad 
categories - (a) the pursuit of studies and 
submission of proposals designed to improve the 
quality of service to the public, particularly 
in the publishing and distribution areas, and 
(b) the improvement of the effectiveness of 
Information Canada liaison with government 
departments via the Council of Federal 
Information Directors and its Advisory Committee, 
directly with the various departments and 


agencies, and through service on a number of 
interdepartmental policy committees. 


among a number of special undertakings during 
the year, the following may be of interest: 


Introduction of Credit and Credit 
Card Services 


Recognizing the need to improve the level of 
service to people buying publications through 
Information Canada's mail order service and 
bookstores, the directorate studied the 
feasibility of introducing credit cards and 
other similar modern merchandising devices for 
the convenience of customers. After careful 
study of both the Financial Administration and 
Bank acts, their attendant regulations, and 
obtaining interpretations from the Department 
of Justice, Chargex credit card privileges 
were provided to mail order and bookstore 
customers starting August 14, 1972. Chargex 
was selected because it is the only national 
credit card system completely controlled by 
Canadian interests. Its introduction is 
believed to be a "first" for any regular 
federal government department. At the same time, 
Bancardchek and Scotiacard were designated 

as acceptable tender for publication purchases. 


Improved Publication Order-Handling 


The directorate coordinated a small study and 
implementation group, consisting of Information 
Canada personnel as well as outside professional 
consultants, whose objective was to clear away 
bottlenecks that had developed in the mail order 
handling process and to organize a new system 

to speed up the whole paper-handling process. 
Between April and July this group concentrated 
on the design and implementation of an improved 
order-processing system and its interlocking 


requirements with the enquiries services, 
inventory control, and distribution operations. 
The improvements designed from the findings of 
the study were implemented during August by the 
Publishing Branch with a marked degree of 
improvement in service to mail order customers 
and a reduction of backlog. 


Conversion to Cost-Recovery 


In response to a Treasury Board request, a major 
study was initiated in the fall of 1972 to 
determine the feasibility of converting the 
publishing and distribution activities of 
Information Canada to a cost-recovery basis. 
Under the direction of Special Projects, outside 
consultant services were used to develop a work 
plan leading to this conversion. By November 
1972, the work plan had been approved and a 
Special task force assembled to implement it, 

in preparation for conversion to cost-recovery 
on a test basis for the summer of 1973 and finally, 
official conversion effective April 1, 1974. 


Under the direction of Special Projects, the 
cost-recovery task force, headed by an officer 
of the Bureau of Management Consultants, 
Department of Supply and Services, and assisted 
by Information Canada's financial services 
staff, completed its assembly and analysis of 
relative cost/revenue data on publishing and 
distribution early in March 1973. These data, 
assembled for the first time in the history 

of government publishing, along with the policy 
and operational conditions deemed essential 

to viable cost-recovery, were submitted to 
Treasury Board on March 16, 1973 as the basis 
for the test period during the summer of that 
year and ultimately official introduction in 
1974, 
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By the end of the fiscal year under review, 
activity centred on developing appropriate 
management and financial information systems to 
support this new revenue-dependent operation. 


Improved Support for Libraries 


In cooperation with the National Library and the 
Canadian Library Association, the Special Projects 
Directorate undertook to rationalize and 

improve government relations with and services 

to full and selective depository libraries. 


A questionnaire was designed and circulated to 
all Canadian full depository libraries during 
July of 1972 to determine where improvements 
could be made in the operation of the daily 
checklist of government publications and other 
pertinent matters affecting the distribution of 
federal publications to libraries. 


Two drafts of a proposed new contract between 
Information Canada and Canadian full depository 
libraries were also circulated for comments 

in July 1972 and January 1973. 


At the suggestion of Information Canada, the 
Canadian Library Association submitted a formal 
brief entitled Distribution of Government 


Publications to Libraries. As a result, a 


number of improvements were made in the design 
and distribution of the daily checklist and in 
shipping procedures. Liaison with the Canadian 
Library Association and with the libraries 
themselves continues to improve as this program 
of closer contact is maintained. 


Publishing Policy Review 


In anticipation of a Treasury Board mandate to 
initiate a comprehensive modernization of 


current government publishing policy, an analysis 
was made of the current policy as embodied in 
T.B. Minute 667239 "Policy and Guide on Canadian 
Government Publishing", issued April 16, 1967. 


A highly complex undertaking with many 
far-reaching manifestations, it is expected this 
project will be the directorate's major endeavour 
in the coming year, once direction to proceed is 
received. 


Interdepartmental Liaison 


The directorate maintained continual liaison 
with the Advisory Committee of the Council of 
Federal Information Directors, attending all the 
committee's meetings during the year, and was 
responsible for the planning and coordination 

of the council's third annual meeting held in 
Kingston, Ontario, October 16-18, 1972. 


In January 1973, a team of specialists in the 

‘ publishing, printing and graphic design fields 
was appointed to attend to these areas of 
activity during preparation for the Commonwealth 
Heads of Government Meeting to be held in Ottawa 
in August 1973. The directorate represented 


Information Canada on a number of interdepartmental 


policy committees during the year. 
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Personnel 


As a support group, the primary responsibility of 
the Personnel Directorate is to provide the 
operational groups with the manpower resources 
necessary to achieve various program objectives. 
To this end considerable work was done in the 
areas of classification, staffing, language and 
occupational training and staff relations. 


With respect to linguistic competence in the 
department the personnel breakdown is as 
follows: 43% are anglophone, 57% are 
francophone and 58% are qualified bilingual as 
defined by the Public Service Commission. As of 
January 9, 1973, 41 employees were either 
attending language classes or were between 
sessions. 


A total of 163 employees were provided with 
occupational training, either as a response to 
program requirements or as a result of career 
planning. 
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At the end of the year under review, Information 
Canada's staff totalled 561 man years. This 
includes 346 people inherited from existing 
Operations taken over by the agency -- 185 in the 
Expositions Branch; 73 in Publishing; 34 in 
bookstore operations; 8 in the Photothéque and 

46 administrative support people for all of these 
units. 
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1. Mobile officers play an important role in 
Information Canada's effort to build up effec- 
tive, functioning communication networks beyond 
the urban centres. Working in the scattered 
communities of northern Manitoba during the 
past year involved many a chilly journey along 
lonely snow-covered highways, where warning 
signs were taken to heart. 


2. Information Canada now has a full network 
of 11 enquiry centres, some of them, like this 
one in Halifax, combined with a bookstore 
where people can buy federal government and 
international organizations’ publications, 

and maps. As well, Information Canada has 

100 authorized agents, commercial booksellers 
who contract to handle federal material. 


3. Hundreds of exhibits and displays come out 
of the shops of Information Canada's Exposi- 
tions Branch every year. Here, workmen 
assemble one of three geodesic domes that 

will make up part of an Aerospace Exposition 
to feature participation by more than 20 
different federal government departments. 


4, A very popular publishing initiative under- 
taken during the past year was the Citizens' 
Services Series of seven free brochures, each 
one describing the services provided by a 
number of federal departments in one major 

area of interest or need. 


5. To promote federal government publications 
abroad, Information Canada's Publishing Branch 
officials take part in a number of book fairs 
and trade shows. Pictured here is the 
Canadian display at the annual fair in 
Frankfurt, Germany. 


6. Information Canada's "front line" people 
are its telephone enquiries officers. They 
make it their business to know and understand 
the workings of government; to provide callers 
with practical and up-to-date information on 
federal programs and services. 
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His Excellency, 
The Right Honourable Jules Léger, C.C., C.M.M., C.D., 
Governor General of Canada. ° 


May it please Your Excellency: 

As Minister responsible for Information Canada, I have: the 
honour to submit to Your Excellency the Annual Report of 
Information Canada for the fiscal year ended March 31, 1974. 


Respectfully submitted, 


John Munro, 
Minister of Labour. 


Ottawa, Canada 


Director Generals Summary 


In a continuing attempt to improve the process 

of communication between Canadians and their 
federal government, the year under review has seen 
a concentration of effort on developing new 
services in response to identified needs and on 
making Information Canada's existing services more 
readily available to more people without over- 
proliferating federal plant or staff. 


New public enquiry centres were opened in 
Edmonton, Saskatoon, Moncton, Charlottetown and 
St. John's, thus finally extending the convenience 
of this service to every province and bringing 
the Information Canada Enauiry Centre network to 
strength. Each of the new centres has been 
equipped to provide regional publications mail 
order service. As well, arrangements were made 
with provincial government information services 
and more than 150 community information centres 
and libraries across Canada to develop practical, 
effective information networks beyond urban areas 


and linked to or resourced by the nearest one 
of Information Canada's 11 enquiry centres. 


Initial findings from research into the effec- 
tiveness of Information Canada's mobile officers 
indicated a strongly favourable attitude toward 
the proaram on the part of the individuals and 
groups served. 


To improve access to information on federal 
government programs and services, and to make this 
information easier to understand, experiments in 
the packaging of information material to meet 
special group needs and interests were undertaken 
via a new publishing initiative. The Citizens' 
Services Series, the Organization of the Government 
of Canada and Federal Services for Business proved 
to be effective and worthwhile pan-departmental 
publishing projects. 


In another important area of activity, the agency 
continued its work of providing counselling and 
resource assistance to other departments and 
agencies. 


Information Canada's Photothéque produced a new 
photos catalogue, the fifth volume in a series. 


As part of its ongoing program to extend access 
to government publications, Information Canada 
added another 50 to its list of "authorized agents"-- 
commercial booksellers who stock and sell Canadian 
Government material -- for a total of 100 outlets 
in cities and towns across Canada. As well, an 
Information Canada bookstore was opened in the 
University of Calgary library, and arrangements 
were made to promote and sell Canadian Government 
publications abroad through Books Canada Ltd. 
stores in the United Kingdom, France and the 
United States. 


As a means of maintaining effective contact with 
commercial booksellers, a monthly newsletter, 
Publishing News, was introduced during the year. 


In January, Treasury Board approved the establish- 
ment of a Graphic Design Secretariat within 
Information Canada, to help upgrade the quality 

of design in federal government. 


Guy R. D'Avignon 


Communications Branch 


Communications Branch activities during the year 
were directed towards provision of direct service 
to the citizen by initiating multi-departmental 
information "packages" designed to make infor- 
mation on government programs and services more 
comprehensive; provision of counselling and 
resource assistance on reauest to other depart- 
ments and other branches of Information Canada; 
coordinating inter-departmental information work, 
where such a need exists; and expansion and 
rationalization of the Federal Identity Program 
throughout the public service. 


As part of the continuing refinement of the 
Information Canada organization, the Special 
Projects Directorate was, in June 1973, absorbed 
jnto the Communications Branch, bringing with it 
additional liaison responsibilities with other 
departments and the information community as a 
whole. 


Initiatives 


Emphasis was placed on the production of special 
information materials, employing new techniques 

to fill specific identified information gaps and, 
through inter-departmental "packaging", to 

provide information on federal government programs 
and services in a more convenient and accessible 
form for the citizen. 


An example of this new technique was the Organi- 
zation of the Government of Canada, a reference 
guide which details the structure of and relation- 
ships within the federal government, which will be 
produced annually. To make the book more useful 
than previous editions, a number of important 
changes were made, including the standardization of 
texts and organization charts and the addition of 
a glossary of terms, a list of acronyms and 
abbreviations and a key-word index. Two formats 
were produced -- a loose-leaf version, with up- 
dating service, for use by federal government 
officials, and a less expensive, bound format, for 
public sale. The next full edition is scheduled 
for January 1975. 


Between November 1973 and the spring of 1974, more 
than 60,000 copies of each of the seven free 
booklets in the Citizens' Services Series were 
distributed through Information Canada outlets, 
facilities of other departments and, by March 31, 
1974, the constituency offices of Members of 
Parliament, at their request. 


Previously, the information in these guides was 
available to the citizen only by contacting a 

number of sources. Because of heavy demand, created 
largely through word-of-mouth advertising, a 
substantial re-run was necessary. At the end of the 
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fiscal year, research was being done for a new 
edition of the series. Revision will include 
not only factual changes but also changes to 
format and style based on a user-evaluation of 
the project. A series format was chosen for 
reasons of flexibility, economy and ease of 
revision. 


A bibliography of federal government publications 
of interest to secondary school teachers and their 
pupils, released in January 1974, was extremely 
well-received. Federal Government Publications 
selected for High School Libraries lists more than 
1,200 free and priced English and French titles, 
specifically related to high school curricula 
across Canada. This publication resulted from 
close liaison with the Canadian Library Association 
and provincial departments of education and, for 
the first time, provides schools in Canada with 
easier access to the wealth of useful information 
material available from the federal publications 
inventory. 


A copy of the bibliography plus one supplement 
were sent free-of-charge to every secondary 
school in Canada. By the end of the fiscal year, 
revision work was underway with a new edition 
Slated for publication in September 1974. 


Federal Services for Business, a priced publication 
that describes in specific terms what financial 
assistance is available to business from the 
federal government, and the departments to contact 
for advice on business matters, was released in 
March 1974. 


The fourth annual edition of Survival Kit, a guide 
for out-of-town students working for the federal 
government in Ottawa for the summer, was produced 

by the branch for distribution mainly through Public 
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Service Commission regional offices. It is 
expected that the Commission will undertake 
production of this item in the future. 


Liaison and Special Projects 


The Liaison and Special Projects section of the 
branch, although operating at 50 per cent 
strength, was involved in a wide range of coun- 
selling and resource assistance services to other 
departments and agencies, as part of one of 
Information Canada's overall objectives to help 
improve the quality and effectiveness of federal 
government information. Some of these activities 
were as follows. 


Client department 


or agency Activity 
Labour Assistance with an in-depth 


study of the operations of the 
department's Public Relations 
Branch. 


Office of the Definition of requirements for 

Chief Electoral a full public information 

Officer program relating to the CEO's 
special responsibilities. 


Justice Consultant to the National 
Conference on Law and Women at 
the University of Windsor, in 
March 1974. 


Privy Council Coordinating an inter-departmenta |] 
Office committee relating to public 
information requirements 
arising from the Western Economic 
Opportunity Conference of July 
19733 


Public Service Special assistance to the 

Staff Relations chairman of the board on the 

Board tabling and release of his 
report, Employer/Employee 
Relations in the Public 
Service of Canada. 


The same group also undertook a number of special 
projects during the year on behalf of the Council 
of Federal Information Directors: 


A survey of how departments in the National 
Capital Region handle school tours, to deter- 
mine a better and more coordinated service and 
thus provide visiting students with a clearer, 
more cohesive picture of their federal govern- 
ment and their national capital; 


An investigative study and evaluation of 
facsimile transmission systems being used by 
government departments, with the objective of 
proposing means for optimum use and efficiency 
in these activities. Further technical studies 
were an obvious need at year's end; 


Organizing the annual general meeting of the 
Council of Federal Information Directors, which 
took place in October 1973, and featured 
discussion on information policy and program 
developments with special participation by 
leading figures in Canadian mass media on the 
subject of freedom of public access to 
government information; and 


Recommending a system for voluntary cooperative 
use of existing federal government audio- 
visual facilities by 16 departments and 
agencies in the Ottawa area, as a means of 
encouraging optimum inter-departmental use. 


Federal Identity Program (FIP) 


Program development and implementation, begun in 
1970, progressed well with 53 additional federal 
organizations adopting the "bar and leaf" 
federal symbol and the accompanying design 
standards for their vehicle markings, signs, 
printed material, audio-visual presentations, 
uniforms, and exhibits. This brought to 100 the 
number of government departments and agencies 
using the federal symbol. 


Because the Federal Identity Program has such wide- 
ranging impact across the federal administration, 

a management system was developed, with the counsel 
of Treasury Board Secretariat, to relate all aspects 
of the task more directly to the board's responsibil- 
ities in the areas of program, administration, and 
official languages policy. In January 1974, the 
creation of the Graphic Design Secretariat to 

upgrade the quality and effectiveness of federal 
visual communications was approved. This secretariat, 
while continuing to develop and implement the 

Federal Identity Program, will be structured to 
provide departments and the Treasury Board 
Secretariat with expert counsel on all aspects of 
graphic design and its management throughout 
government. 


As part of its work, the FIP section of the 
Communications Branch coordinated the development 
of the first government-wide system of building- 
Signage design and fabrication, did considerable 
signage research and design validation, and 
continued to provide such design advisory services 
to departments as project site signage for the 
Department of Public Works and border crossing 
Signage for Revenue Canada. 


Miscellaneous 


To improve internal communications and draw 

the various regional offices of Information Canada 
more closely together, the Communications Branch, 
in December 1973, introduced a bi-monthly house 
organ for employees. 


Communications staff provided assistance to other 
branches of Information Canada. Projects included 
production of a slide-sound show for the Official 
Languages Division, working on various advertising 
programs and a newsletter for booksellers for the 
Publishing Branch, and helping in the production 
of a series of fact sheets on government programs 
for the use of the Regional Operations Branch. 


Expositions Branch 


As the government agency responsible for creating 
displays and exhibits for government departments 
and agencies, Information Canada's Expositions 
Branch, operating on a cost-recovery financial 
basis, seeks to present, both at home and abroad, 
a vivid and informative picture of Canada and 
Canadians through excellence of design and 
content in the exhibition medium. 


Expositions created 200 domestic and international 
exhibits for 70 government departments and 
agencies during the 1973-74 fiscal year. Domestic 
exhibits accounted for approximately two-thirds 

of the total number of exhibits. 


AtHome 


By the end of the fiscal year under review, the 
branch was nearing completion of a large and 
complex display involving participation by more 
than 20 government departments. The Aerospace 
Exposition, to open at the Calgary Stampede July 4 
and the Canadian National Exhibition in Toronto 


August 14, will be made up of three geodesic domes 
linked by space-frame structures, and housing 
displays and an audio-visual presentation that 
tell the story of the federal government's role 

in the development of the Canadian aviation 
industry. 


Abroad 


Several major exhibits were prepared and presented 
abroad during the year. 


For "Canada Night" at the American Society of Travel 
Agents convention in Acapulco, October 21-24, 1973, 
exhibits and decorations were aimed at giving the 
5,000 delegates an idea of wnat to expect when they 
come to Montreal for their 1974 convention. 


At the biennial Paris Air Show, from May 25 to June 3, 
1973, the Canadian exhibit attracted large crowds 

with a variety of interesting and innovative 

displays. 


By the end of the year, preparation and shipping of 
materials for the Canadian Electronics and 
Scientific Instruments Exhibition, scheduled to 

open April 16, 1974 in Shanghai, had been completed. 
Visitors are expected to include scientists, tech- 
nicians, students and industry representatives. 


The Commonwealth Institute in London, England is a 
permanent exhibit hall for Commonwealth members. 

In keeping with a tradition that countries renew 
or redesign their exhibit every five years, Infor- 
mation Canada worked during the 1973-74 fiscal year 
on creating a new exhibit for the Canadian area. 

An important feature of the exhibit will be a 
give-away book known as the Teacher's Guide, 
designed as a guide not only to the exhibit itself, 
but also to books and films by and about Canadians, 
of interest to the students who make up the 
majority of the visitors to the exhibit hall. 
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For Canadian participation at Expo '74 in 
Spokane, Washington, to run from May 4 to 
November 3, 1974, the Expositions staff was 
called on to design, coordinate and prepare 
"Canada Island". A 40,000 square foot park will 
feature 45 different species of evergreens, 
deciduous trees, shrubs and animals’ to reflect 
both Canada's wilderness environment and the 
environment theme of the fair. Much of the 
landscaping and site work was complete by the 
end of the fiscal year. 


Awards 


Among the honours accorded Expositions for poster, 
graphic and exhibit designs during the year were: 
one Silver Medal and two Awards of Merit from the 
Art Directors Club of Toronto, and an award for 
best exhibit at the International Trade Fair in 
Algiers. 


Phototheque and Fotomedia 

Information Canada's Photothéque, part of the 
Expositions Branch, provides a dual service: 
maintenance of an up-to-date collection of more 
than 300,000 photographs of Canada and Canadians 
available to government, industry and the 
general public, and a centralized photographic 
service for government departments and agencies. 
The number of requests for the service doubled 
the number received during the previous fiscal 
year. 


At the year end, a new catalogue showing 2,000 

of the Photothéque's most recent acquisitions, 

was released. Photos Canada, the fifth volume 

in a series formerly known as the Canadian 

Picture Index, features several important changes, 
including the addition of colour photographs, a 
new, easier to follow lay-out and a more detailed 
table of contents for quicker reference. 
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It is estimated that since Photothéque's 
"Fotomedia" service began two years ago, 
11,500,000 people around the world have read 
some of the timely and interesting photo 
stories. These "Fotomedia" features are offered 
for sale to newspapers and magazines both at 
home and abroad. 


Publishing Branch 


Much of the activity in the Publishing Branch during 
the fiscal year under review centred on developing 
and implementing new systems and procedures for 
conversion of its operations to a cost-recovery/ 
revolving fund basis effective April 1, 1974. This 
involved changes in the functions performed in the 
order processing, procurement and inventory control 
divisions. 


Inventory Control 


The inventory control and disposal program, 
started in early 1973 to reduce stocks to more 
manageable levels, was successfully completed 
during 1973-74. From a Canadian Government 
publications inventory of close to 70,000 titles, 
the computer listings showed less than 15,000 
jtems at March 31, 1974. The inventory of 
international organizations' publications was also 
thoroughly rationalized and arrangements made 

for the return for full credit of all obsolete and 
non-saleable publications to the originating 


organizations. As well, agreements were reached 
with most international organizations that the 
Publishing Brancn should carry in its live 
inventory only those publications selected as 
having definite appeal and marketable value in 
Canada. Requests for publications not in stock 
are referred to the author organization. This 
new procedure eliminates the costly and time 
consuming special handling required for back order 
processing and accelerates customer orders for 
international organizations' publications by a 
full four to six weeks. 


Improved Access to Publications 


At the close of the fiscal year about 100 book- 
sellers had been appointed "Authorized Agents for 
Canadian Government Publications" in the 10 
provinces and the Northwest Territories. It is 
hoped that some 175 such agents will have been 
appointed by March 31, 1975, and 225 by 1976. The 
purpose of the program is to make government 
publications more readily available to people at 
the community level. Authorized agents must carry 
a pre-determined minimum number of selected 
publications and allocate a properly identified area 
of their bookstores for display purposes. Because 
of these obligations, agents are given special 
discounts, although any bookseller may buy govern- 
ment publications at the regular trade discount. 
Agency agreements are not exclusive for any region 
or town. 


A unique operation was introduced in February 1974 
with the formal opening of an Information Canada 
bookstore in the University of Calgary library. The 
university supplied the space at a nominal cost for 
five years, Information Canada's own Expositions 
Branch designed and built the store's fixtures -- 
shelvinas, islands and counter -- and the Publishing 
Branch supplied the base stocks on consignment to 

a Calgary commercial bookseller who is responsible 
for day-to-day operations of the university bookstore. 
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This bookseller, who is also one of Information 
Canada's authorized agents in Calgary, is fully 
responsible for the basic consigned stock, with 
all re-ordering invoiced and paid in the normal 
commercial manner. Although designed and operated 
to serve mainly the university community, the 
general public has access to the bookstore during 
all regular business hours. The stock carried is 
confined to Canadian Government and international 


organizations' publications, serials and monographs. 


Book Fairs 


As part of a continuing program for the promotion 
and sale of government publications, Publishing 
Branch officials participated in a number of 
regular book fairs and trade shows in Canada, the 
United States and Europe. Two of these fairs, in 
Quebec and in Brussels, are for the general 

public while the majority are for educators, 
librarians and booksellers. Participation in 

book fairs in the United States and Europe is 
carried out within the framework of Books from 
Canada/Livres du Canada, the government- 

sponsored program for the sale of Canadian 
publications abroad. The Publishing Branch is 
represented at these fairs both as a member of the 
publishing industry and as the Canadian Government 
publisher. 


Selling Abroad 


Arrangements were also made for the promotion and 
sale of Canadian Government publications through 
Books Canada Ltd. in the United Kingdom; Livres 

du Canada S.A. in France; and Books Canada Inc., 

in the United States. These outlets are also 

part of the government-sponsored program supporting 
the Canadian publishing industry. ° 


Newsletter 


In September 1973, the Publishing Branch, with 
creative and production assistance from the 
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Communications Branch, launched a monthly news- 
letter. Publishing News is specially produced 
to keep the bookselling community informed of 
government publishing activities, new releases, 
out of stock and out of print items, procedural 
changes and discounts -- any news that will 
facilitate the book ordering process. 


Folicy Review 


A complete review and updating of the current 
"Policy and Guide on Canadian Government 
Publishing" (Treasury Board Minute 667239, issued 
April 16, 1967) was undertaken by officers of the 
Publishing Branch in cooperation with officers 

of the Treasury Board Secretariat and the Depart- 
ment of Supply and Services. That project was 
completed during the fiscal year and it is 
expected that the new policy will be issued, once 
approval has been received, during the course of 
the 1974-75 fiscal year. 


Kegional Operations Branch 


In 1973-74 the Regional Operations Branch, which 
includes Information Canada's enquiries service 
and retail bookstores, an indexing and reference 
unit and a new regional coordination unit, was 
successful in regionalizing Information Canada's 
services while at the same time improving the 
calibre of service provided by its six existing 
centres. Along with expansion and improvement of 
the enquiries service, efforts were made to 
establish contact with community-level and 
provincial government information resources, to 
facilitate the growth of regional information 
networks. 


Extension of Services 


Working to extend federal government enquiry 
services in both urban and rural areas, 
Information Canada not only established five new 
enquiry centres in 1973-74 but also placed equal 


emphasis on developing information networks, 
through contact with provincial government 
information services and more than 150 community 
information centres and libraries across Canada. 


As the fiscal year ended, the five new enquiry 
centres, in Edmonton, Saskatoon, Moncton, 
Charlottetown and St. John's were opening, to 
handle enquiries on federal programs and services 
and provide mail order service for priced federal 
government publications. 


Enquiries Service 


In 1973-74 a new enquiry analysis program was 
introduced into the operation of each of 
Information Canada's six existing enquiry centres. 
Tests were conducted in which enquiry officers used 
specially-designed forms to record and analyse 
telephone enquiries for such market information 

as language, sex, age and educational level of 

the enquirer. From these tests, computerized 
printouts were made to enable Information Canada 
to gauge not only the scope of its information 
market, but also areas of particular program or 
policy interest, as reflected by the enquiries 
received in each regional centre. 


Due to these feedback tests, which involved 
considerable change in the operation of each 
enquiry centre, exact enquiries figures and totals 
are not available for 1973-74. However, it is 
known that many more people used the service than 
in the previous year. Ottawa handled the largest 
single volume per month, followed in order by 
Montreal and Toronto, Vancouver, Winnipeg and 
Halifax. More than 55 per cent of all enquiries 
are answered satisfactorily in two minutes or 
less. The average time taken to answer a telephone 
query is 8.9 minutes, while response time for 
written enquiries is an average of five days, a 
two-day improvement from the 1972-73 average. 
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The six Information Canada bookstores received 
numerous telephone enquiries about publications. 
Each bookstore carries approximately 6,000 
titles and has access to many more. 


Support Back-up 


To keep pace with the ever-growing number of 
enquiries being handled by Information Canada's 
centres, the reference service in Ottawa 
restructured the information bank established 

in 1972-73 to provide information on all 

federal government programs, publications and 
contacts. Computerization of the bank for even 
greater speed and efficiency is being considered. 


The liaison section, now fully staffed and 
operational, designed and conducted enquiry 
officer training programs in cooperation with 
Information Canada's Personnel Branch. In 
addition to handling the increased work load 
brought about by the opening of five new centres, 
the liaison section drew up a series of depart- 
mental profiles identifying valuable federal 
information sources. 


The reference service has expanded the distribution 
of its Information Bulletin to more than 1,500 
addresses in Canada and abroad. This bulletin, 
which lists up-to-date information on federal 

and provincial acts, regulations and appointments, 
is becoming an increasingly popular information 
tool. In cooperation with Information Canada's 
Communications Branch the reference service 

also developed specialized information tools 

such as fact sheets on federal programs and 
services and a manual on the use of specialized 
reference publications. These materials have been 
distributed to community information centres 

and libraries across the country as part of the 
Ongoing support function of the reference service. 
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Development Projects 


In 1973-74 Information Canada's development 
projects in Manitoba and Nova Scotia, after 

six months of operation, were analyzed by 
independent survey teams to determine the 
effectiveness of this mobile service. Survey 
results indicated a strongly favourable attitude 
toward the program on the part of those individuals 
and groups served. Ongoing field research and 
feedback analysis are being conducted to determine 
the potential usefulness of the mobile service in 
other regions of the country. 


Bookstores 


In an effort to modernize the six bookstores across 
the country, improve their efficiency and attract 
more customers, major changes in interior and 
exterior store design were initiated. To the same 
ends, product control, storage and selection 
systems were improved and there has been greater 
emphasis on such elements as display, advertising, 
special promotion and marketing technigues. The 
positive results from these improvements during 
1973-74 can be seen from the national sales profits 
which increased dramatically over the previous 
fiscal year. Map sale profits increased by 50 per 
cent, international publications by 30 per cent and 
Canadian stock by 16 per cent. 


Special Assistance 


During the year under review, Regional Operations 
provided information assistance during a number of 
major conferences, including the 23rd Congress of 
the Permanent International Association of 
Navigational Congresses in July, the Commonwealth 
heads of Government Meeting in August and the 
Federal-Provincial First Ministers Conference on 
Energy in January, all in Ottawa, and tne annual 


Premiers' Conference in Charlottetown, P.E.1. 
in August. A variety of assistance was 
provided, ranging from the setting up of an 
Information Canada bookstore, to handling 
enquiries. 
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Kesearch 
and Evaluation Branch 


The Research and Evaluation Branca was created in 
June 1973. Its role is to carry out or supervise 
the researcn needed to develop and implement 
Information Canada's policies, programs and 
activities in the communications field. 


The work of the branch can be divided into 
two major categories: evaluation studies and 
research activities. 


Evaluation Studies 


These studies, undertaken for other branches of 
Information Canada at their request, deal with 
various aspects of communications activities 

such as target publics determination, media 
analysis and evaluation of information materials. 


The major studies conducted by the branch during 
the 1973-74 fiscal year were as follows: 


A survey of information requirements in Nova 


Scotia, by population category and geographical 
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location, to determine where to send mobile 
information officers; 


A survey of buyers of Information Canada 
publications to evaluate services offered by 
Information Canada bookstores, authorized agents 
and tne mail order service; 


An experimental test on three publications to 
evaluate a preference analysis metnod and its 
validity in the case of publications; 


An initial evaluation of Information Canada's 
mobile officers pilot project in Nova Scotia 
and Manitoba; 


A survey of visitors at the Information Canada- 
produced exhibition "Frencn Canadians from 
Sea to Sea"; 


A survey to determine attitudes of Information 
Canada employees regardina the government's 
bilingualism policy; and 


An evaluation of the Citizens' Services Series 
of brocnures on federal government programs 
and activities, produced by the Communications 
Brancn. 


Research Activities 


In order to acquire more effective work tools, the 
branch undertook a series of research and documen- 
tation activities on the distribution of information, 
on media audiences and their preferences, and on the 
types of messages the various media can transmit, 

in order to be in a better position to answer the 
ongoing communications question: Who says what to 
whom, how, and with what effect? 


A project of particular interest is a sociometric 
study of certain characteristics, significant in 
terms of information, of the Canadian population, 


in order to divide the latter into a small 

number of qualitatively, quantitatively, 
geographically and culturally homogeneous groups 

in terms of various types of problem areas. 

Use of this system should contribute substantially 
towards improving communication between the federal 
government and the various publics it serves. 
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Planning Services 


Planning Services is a small group established to 
facilitate management efforts in the areas of 
program development and evolution. It assists in 
the development of Information Canada's program 
forecast, with particular regard to the coordina- 
tion of managerial! planning and agency objectives. 


The Planning Services staff works with the 
various branches to help them achieve greater 
coordination in separately administered but 
related activities. To this end, the group 
undertakes specific studies related to common 
needs of the various branches. 


During 1973-74, activity centred in tthe depart- 
mental policy and program analysis areas following 
the appointment of a new Deputy Director General. 
After a planning conference of Information Canada 
senior executives in November 1973, Planning 
Services was actively employed in the work leading 
to the submission of policy papers to Cabinet. 
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In February 1974 the Communications Branch began a 
study of its organization in the light of its 
evolving role in the Information Canada structure. 
Planning Services provided direct support, in 
close cooperation with the Personnel Branch, in 
the execution of this study. 


Fersonnel Branch 


As a staff group, the primary concern of the 
Personnel Branch is to provide the manpower 
resources needed by the operational groups for 
achieving the organization's program objectives. 
In addition to advisory and support services in 
the areas of staffing, and language and occupa- 
tional training, considerable energy and efforts 
were devoted during the year to the area of 

job analysis and evaluation, staff relations, 
manpower planning, pay and benefits adminis- 
tration and the development of personnel infor- 
mation systems for management. 


In the fiscal year 1973-74, some 700 applications 
for employment were received from both public 
servants and members of the general public. For 
the same period, some 800 requests for staffing, 
including requests for acting pay, transfer and 
short term employment, were received from various 
program responsibility centres. The manpower 


strength of Information Canada at year's end was 
587, an increase of 26 over the previous fiscal 
year. 


A total of 113 employees were provided with 
occupational training, either as a response to 
program requirements or the development needs of 
individuals. 


The implementation of Treasury Board's new Official 
Languages Administrative System was a major activity 
during the year and resulted in the identification 
of position language requirements as follows: 

51 per cent bilingual, 26 per cent English or 
French, 15 per cent English essential and eight 

per cent French essential. As 80 per cent of the 
positions identified as bilingual were already 
occupied by bilingual incumbents or were vacant, 
they were designated for bilingual staffing effec- 
tive December 31, 1973. The other 20 per cent of 
the bilingual positions have been designated 

for progressive staffing with bilingual incumbents, 
from April 1, 1974 to December 1978. An internal 
information program on bilingualism, which features 
an audio-visual presentation, followed by group 
discussion, was begun during the year and will 
continue in 1974-75. 


The classification section was involved in a 
complete review of positions in the Regional 
Operations and Publishing branches and in most of 
the Expositions Branch. In the case of the latter 
two, this has meant up-dating of position des- 
criptions and evaluations that had not been 
reviewed, in most cases, since 1968 and earlier. 
The section also developed during the year a 
complete set of organization charts for all of 
Information Canada. 


The workload of the pay and benefits section was 
affected by the high level of activity in the 
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classification and staffing areas. Nonetheless, 
Special efforts were made to revise the Personnel 
Management Information System and more accurate 

and reliable reports are expected to be available 
in tne first quarter of the fiscal year 1974-75. 
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